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The concept of Individual Customer Engineering Territory Management 




















What is this concept? 

Successful territory management is... to have and exercise the authority, 
accountability and responsibility necessary to insure a smooth running 
successful territory operation. 

Isn't this the concept I have always held in operating my territory? 

To a degree, we have all tried to operate under this concept, however, the 
tools to fully operate as a successful territory manager have not been available. 

What tools will I now receive? 

1. Mechanism code report: time distribution by product by mechanism. 

A monthly report showing a breakdown of the previous month’s calls showing 
total calls and total time spent on mechanisms by product. In cases where 
the processing center’s equipment can provide it, this report will also show 
average actual time per mechanism by product. 

2. mspr report: the time distribution by product by service code. You will 
receive this report monthly, which is a breakdown of the previous month’s 
calls, showing the time distribution and number of calls by service code 
by product. 

3. Assistance received and rendered: a monthly listing of assistance rendered, 
showing time, number of calls, and territories where this assistance was given 
and also the total amount of assistance that you have received. 
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4- Complete territory list: you will receive this accurate listing every t hree 
months. This will be alphabetical by customer of all equipment in your 
territory. It will also show the total of all installed equipment by product 
by status, the monthly inspection workload distribution, and the correct 
individual annual billing amount for all of your m/a machines. 

5. High service units report: weekly listing of all machines in your territory 
that in the previous week have received three or more calls in the past 60 days. 
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You mentioned an accurate territory list. Is this possible? pCJ/ yio \ 
Yes! With the use of the permanent change request page in the new call 
record book, an auditable control and responsibility can now be applied to 
territory list change requests, insuring an accurate list. 

How can I use these reports to successfully manage my territory? 

Good question! Just supplying each of you with these reports will not make 
you a successful territory manager. It is the use you make of them that will 
determine how successful a territory manager you will become. 

• Let us look at the complete territory listing. 

Besides giving you and your manager the total number of machines by 
status for which you are responsible, this report will be the means of 
establishing a balanced inspection workload, and also to insure that machines 
are scheduled by customer to make the most efficient use of inspection time. 
An example of this would be a 10 machine m/a account where one machine 
was on a different inspection schedule than the others. An efficient operation 
demands that in this case all inspection schedules be the same. Also, a similar 
situation where in a 10 machine account 9 are on m/a and one is on per call. 
There may be a logical reason for this, but it could be an oversight and 
follow-up is necessary. 





The territory list will also show the exact m/a charge for each machine 
on m/a. This will enable you to check this charge against the machine 
specifications to insure correct m/a billing charges. 

In summary, correct use of this list will show and insure the most efficient 
inspection scheduling, per call machines that are potential m/a machines 
and the maximum financial return from Maintenance Agreements. 

• The time distribution by product by service code report will show your 07-09 
time relationship, code 32 activity. 83 and 85 time and your 01-37 time. 

Getting this report monthly will allow you to develop time trends, showing 
areas where improvement has been made, and areas where improvement is 
necessary. Average actual 09 time per inspection can be calculated and will 
show whether enough 09 time is being spent per inspection, and also if 
you feel the inspection you are doing justifies the time being spent. 

• The time distribution by product by mechanism will show you what 
mechanism you are spending your time on. High time mechanism can be 
analyzed by you to determine whether the time is high because you are doing 
a quality job, or because of your lack of understanding of the mechanical 
workings and adjustments. In the future, national actual time per mechanism 
averages can be established. Then you can see month to month not only your 
own trends, but also how you compare to the national averages. 









• The assistance received and rendered report will allow you to evaluate your 
territory in regards to workload. If you have a good territory operation and 
are continually rendering more assistance than receiving, your territory 

can be increased, or proper credit given you. If the reverse is true and you 
are receiving more assistance than you are giving, it would indicate your 
territory workload is too great, and a territory decrease is necessary. 

• The high service unit report is a weekly recap from your previous week's 
call record book. It lists all machines that have had three or more calls in the 
past 60 days. Although your ce Manager has the ultimate responsibility 

for complete customer satisfaction for service, you as the ce and a Territory 
Manager have a responsibility also. For this reason, this report will be 
furnished to both you and management. 

Your personal knowledge of each situation can then be given to your 
manager to assist him in making a proper evaluation and decision. The 
proper use of this report will insure a territory with a high degree of customer 
satisfaction, and will reflect your territory management ability. 

You have to bear in mind that the recommendations made here for the use 
of these tools are basic. We are certain that lots of you will find additional 
uses to which you as individuals will put these tools to work. 







Sounds good!! 

This concept presents a new challenge to my job as a Customer Engineer. 

A challenge that is welcome, stimulating and obviously rewarding. I feel that 
I am going to become the successful Territory Manager. 
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